L2/L3-Complaints 


140820241036234184 


Current Stage : CLS Attn ID: SK33807 URN: Foll Up: Due Date :20Aug2024 


Customer No: 320143953 Account Number: 

Customer Name: JODI T WHITBREAD Employee Id: PC92239 

Product Group: Cards Product Type: Coles - No Annual Fee Platinum 
Channel: Collections Source: Customer 

Sub Channel: NA Contact Phone: 61402750676 

Repeat Complaint: No Complaint Level: L2 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Current Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Dept Id: 

Attn Id: Target Date: 

Dept Id: Attn Id: 

Target Date: Dept Id: 

Attn Id: Target Date: 


Dept Id: Attn Id: 


Attn Id: 


Regulator Name: 


Complaint Flag: Active 


External Reference Number: 


External/Regulator Due 
Date: 


Hashtag: 


Complaint Team: 


IDR Due Date: 


User Group: 


Facility Number: 


Third Party name: Decision: 

Person Concerned: Error Date: 
Amount1: Categoryl1: 
Amount2: Category2: 


Product Group Desc: 


Product Type Desc: 


Repeat complaint #: 


Resolution Category: 


Resolution Code: Complaint Received Date: 14Aug2024 
Vendor ID: a. Complaint Received 

HighRisk Flag: No Improvement Opportunity: 

RC Analysis 1: RC Analysis 2: 

RC Analysis 3: Scope: 

Acknowledgement Date: Acknowledgement Channel: 

LOA Name: DDO Flag: No 


Action Type: Vetting 


Person Incharge: 


Action Details: 


Action Status: 


Completion Date: 


Risk Level: 


Letter Code Confirmation: Complaint Level: L2 


Regulator Name: Repeat Complaint: No 


Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: matin rest Bate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: No Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 30Aug2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 
Product Type Desc: Repeat complaint #: 


Resolution Category: Resolution code: 


EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 

RC Analysis 2: RC Analysis 3: 

Scope: anes Complaint Received 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 
Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 

IDR Final Response Date: LOA Name: 

AFCA Status: peace for Complaint 

Reason for Complaint DDO Flag: No 


Cancellation: 


Action Type: Vetting Person Incharge: 

Action Details: Action Status: 

Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Current interest Rate TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: No 


External Reference Number: 


Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 30Aug2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 
Product Type Desc: Repeat complaint #: 
Resolution Category: Resolution code: 
EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 
Scope: a Received 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 
Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 
IDR Final Response Date: LOA Name: 
AFCA Status: Bieta tor Complaint Complaint Escalation 
oo DDO Fiag: No 
Stage: RVW User Id: SK33807 Date/Time: 19Aug2024/16:25:31 


Status: 


Attn Id: 


Status: 


Complaint Flag: Active 


External/Regulator Due 
Date: 


Action Type: Phone call to customer Person Incharge: 

Action Details: Action Status: 

Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürrent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: No Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 20Aug2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 


Error Date: Amountl1: 


Categoryl: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 15Aug2024 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


AFCA Status: 


Reason for Complaint 
Cancellation: 


Stage : RVW User Id: SK33807 


Action Type: Phone call to customer 


Action Details: 


Completion Date: 


Letter Code Confirmation: 


Regulator Name: 


Primary Taxonomy: Interest/Rates 


Interest Charge - Disagree With 
Current Interest Rate 


Tertiary Taxonomy: 
Dept Id: 


Target Date: 


Dept Id: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 


Date: 


Acknowledgement Channel: 


Secondary Vulnerability 


Indicator: 


LOA Name: 


Reason for Complaint 


No 


Other 


Complaint Escalation 


Reopen: 

DDO Flag: No 

Date/Time: 20Aug2024/09:32:26 

Person Incharge: 

Action Status: 

Risk Level: 

Complaint Level: L2 
Repeat Complaint: No 


Secondary Taxonomy: 


TCF Flag: 


Attn Id: 


Status: 


Attn Id: 


Interest Charge 


No 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


No 


20Aug2024 


15Aug2024 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Other 


AFCA Status: Reason for Complaint 


Complaint Escalation 
Reopen: 


Reason for Complaint 
Cancellation: 


DDO Flag: No 


Action Type: Phone call to customer Person Incharge: 

Action Details: Action Status: 

Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürrent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: No Complaint Flag: Active 


External/Regulator Due 


External Reference Number: 
Date: 


Hashtag: Complaint Team: CRO Escalations 


IDR Due Date: 20Aug2024 User Group: Customer Relations (CAU) 

SLA Failure Reason: Third Party name: 

Decision: Person Concerned: 

Error Date: Amount1: 

Categoryl1: Amount2: 

Category2: Product Group Desc: 

Product Type Desc: Repeat complaint #: 

Resolution Category: Resolution code: 

EDR Response Sent Date: High Risk: No 

Improvement Opportunity: RC Analysis 1: 

RC Analysis 2: RC Analysis 3: 

Scope: a eee Received 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 

Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 

IDR Final Response Date: LOA Name: 

AFCA Status: Ajasin tor Complaint Complaint Escalation 
e DDO Fiag: No 
Stage : RVW User Id: SK33807 Date/Time: 20Aug2024/12:52:08 
Action Type: Phone call to customer Person Incharge: 

Action Details: Action Status: 

Completion Date: Risk Level: 


Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 
Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Gene Interet Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: No Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 23Aug2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 
Product Type Desc: Repeat complaint #: 
Resolution Category: Resolution code: 
EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 


Scope: EDR Complaint Received 


Date: 


Acknowledgement Date: 


15Aug2024 


Acknowledgement Channel: 


Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: 


Phone call to customer 


Person Incharge: 


Action Details: 


Action Status: 


Completion Date: 


Risk Level: 


Letter Code Confirmation: 


Complaint Level: 


L2 


Regulator Name: 


Repeat Complaint: 


No 


Primary Taxonomy: 


Interest/Rates 


Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cuirent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 


Target Date: 


Status: 


Past Due Indicator: Yes Complaint Flag: Active 

External Reference Number: so Raar Bue 

Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 23Aug2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 

Decision: Person Concerned: 

Error Date: Amountl1: 

Categoryl1: Amount2: 

Category2: Product Group Desc: 

Product Type Desc: Repeat complaint #: 

Resolution Category: Resolution code: 

EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 

RC Analysis 2: RC Analysis 3: 

Scope: a. Complaint Received 

Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 


Complaint Escalation 
Reopen: 


Reason for Complaint 
Cancellation: 


DDO Flag: No 


Action Type: Phone call to customer Person Incharge: 


Action Details: Action Status: 

Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Eürrent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 26Aug2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 


Category2: Product Group Desc: 


Product Type Desc: Repeat complaint #: 


Resolution Category: Resolution code: 

EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 

RC Analysis 2: RC Analysis 3: 


Scope: EDR Complaint Received 


Date: 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 
Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 
IDR Final Response Date: LOA Name: 


Reason for Complaint 


AFCA Status: Complaint Escalation 


Reopen: 

i DDO Flag No 
Stage : RVW User Id: SK33807 Date/Time: 26Aug2024/11:26:16 
Action Type: Phone call to customer Person Incharge: 

Action Details: Action Status: 

Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Current interest Rate TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 


Target Date: Status: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


AFCA Status: 


Yes 


26Aug2024 


15Aug2024 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Reason for Complaint 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Other 


Complaint Escalation 


Reopen: 


Reason for Complaint 


DDO Flag: N 
Cancellation: O Flag o 


Action Type: Phone call to customer Person Incharge: 

Action Details: Action Status: 

Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürtent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 30Aug2024 User Group: Customer Relations (CAU) 


SLA Failure Reason: Third Party name: 


Decision: 


Person Concerned: 


Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 


Product Type Desc: 


Repeat complaint #: 


Resolution Category: 


Resolution code: 


EDR Response Sent Date: 


High Risk: 


No 


Improvement Opportunity: 


RC Analysis 1: 


RC Analysis 2: 


RC Analysis 3: 


EDR Complaint Received 


Scope: Date: 


Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: LOA Name: 


Reason for Complaint 


AFCA Status: 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: No 


Action Type: 


Phone call to customer Person Incharge: 


Action Details: Action Status: 


Completion Date: Risk Level: 
Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Tertiary Taxonomy: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Interest Charge - Disagree With 


Current Interest Rate 


Yes 


30Aug2024 


TCF Flag: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


No 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Scope: 


EDR Complaint Received 
Date: 


Acknowledgement Date: 


15Aug2024 


Acknowledgement Channel: 


Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: 


Phone call to customer 


Person Incharge: 


Action Details: 


Action Status: 


Completion Date: 


Risk Level: 


Letter Code Confirmation: 


Complaint Level: 


L2 


Regulator Name: 


Repeat Complaint: 


No 


Primary Taxonomy: 


Interest/Rates 


Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Current interest Rate TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 


Dept Id: 


Target Date: 


Past Due Indicator: Yes Complaint Flag: Active 
External Reference Number: so Raar Bue 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 30Aug2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 
Product Type Desc: Repeat complaint #: 
Resolution Category: Resolution code: 
EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 
Scope: aici acc Received 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 
Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 
IDR Final Response Date: LOA Name: 
AFCA Status: Mar forComplaint Complaint Escalation 
ener a a DDO Fiag: No 
Stage : RVW User Id: SK33807 Date/Time: 30Aug2024/14:33:34 


Action Type: 


Attn Id: 


Status: 


Phone call to customer Person Incharge: 


Action Details: Action Status: 


Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Eürrent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 05Sep2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 


Category2: Product Group Desc: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 


Indicator: 


15Aug2024 


IDR Final Response Date: 


AFCA Status: 


Reason for Complaint 


Cancellation: 


Stage: RVW 


Action Type: 


Action Details: 


Completion Date: 


User Id: SK33807 


Phone call to customer 


Letter Code Confirmation: 


Regulator Name: 


Primary Taxonomy: 


Tertiary Taxonomy: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Interest/Rates 


Interest Charge - Disagree With 
Current Interest Rate 


Date/Time: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Reason for Complaint 
Reopen: 


DDO Flag: 


Person Incharge: 


Action Status: 


Risk Level: 


Complaint Level: 


Repeat Complaint: 


Secondary Taxonomy: 


TCF Flag: 


Attn Id: 


Status: 


Attn Id: 


Status: 


No 


Other 


Complaint Escalation 


No 


05Sep2024/10:24:10 


L2 


No 


Interest Charge 


No 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


AFCA Status: 


Yes 


05Sep2024 


15Aug2024 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Reason for Complaint 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Other 


Complaint Escalation 


Reopen: 


Reason for Complaint 


DDO Flag: N 
Cancellation: O Flag o 


Action Type: Phone call to customer Person Incharge: 

Action Details: Action Status: 

Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürtent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 05Sep2024 User Group: Customer Relations (CAU) 


SLA Failure Reason: Third Party name: 


Decision: 


Error Date: 


Categoryl: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 15Aug2024 
Primary Vulnerability 
Indicator: 
IDR Final Response Date: 
AFCA Status: 
Reason for Complaint 
Cancellation: 
Stage : RVW User Id: SK33807 


Action Type: 


Action Details: 


Completion Date: 


Letter Code Confirmation: 


Regulator Name: 


Primary Taxonomy: 


Tertiary Taxonomy: 


Referred to Business Unit 


Interest/Rates 


Interest Charge - Disagree With 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 


Date: 


Acknowledgement Channel: 


Secondary Vulnerability 


Indicator: 


LOA Name: 


Reason for Complaint 


No 


Other 


Complaint Escalation 


Reopen: 

DDO Flag: No 

Date/Time: 05Sep2024/11:28:06 

Person Incharge: 

Action Status: Sent 

Risk Level: 

Complaint Level: L2 
Repeat Complaint: No 


Secondary Taxonomy: 


TCF Flag: 


Interest Charge 


No 


Current Interest Rate 


Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Past Due Indicator: Yes Complaint Flag: Active 


External/Regulator Due 


External Reference Number: 
Date: 


Hashtag: Complaint Team: CRO Escalations 


IDR Due Date: 09Sep2024 User Group: Customer Relations (CAU) 


SLA Failure Reason: Third Party name: 


Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Repeat complaint #: 


Resolution code: 


High Risk: No 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Date: 


15Aug2024 


Acknowledgement Channel: 


Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: 


Referred to Business Unit 


Person Incharge: 


Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: 


Interest/Rates 


Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Current interest Rate TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 


Past Due Indicator: Yes Complaint Flag: Active 

External Reference Number: laa Regulator Due 

Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 09Sep2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 

Decision: Person Concerned: 

Error Date: Amount1: 

Categoryl1: Amount2: 

Category2: Product Group Desc: 

Product Type Desc: Repeat complaint #: 

Resolution Category: Resolution code: 

EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 

RC Analysis 2: RC Analysis 3: 

Scope: bron Complaint Received 

Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: Referred to Business Unit Person Incharge: 


Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Eürrent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 11Sep2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 


Category2: Product Group Desc: 


Product Type Desc: 


Repeat complaint #: 


Resolution Category: 


Resolution code: 


EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 
g EDR Complaint Received 
scope: Date: 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 


Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 


Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: 


Referred to Business Unit 


Person Incharge: 


Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: 


Interest/Rates 


Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Terti T : TCF Flag: N 
SAHARY Seen Current Interest Rate z ag 2 
Dept Id: Attn Id: 

Target Date: Status: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


Yes 


11Sep2024 


15Aug2024 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Other 


AFCA Status: 


Reason for Complaint 


Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: 


Referred to Business Unit 


Person Incharge: 


Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: 


Interest/Rates 


Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürrent:interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External Reference Number: 


External/Regulator Due 
Date: 


Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 11Sep2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 

Decision: Person Concerned: 

Error Date: Amount1: 

Categoryl1: Amount2: 

Category2: Product Group Desc: 

Product Type Desc: Repeat complaint #: 

Resolution Category: Resolution code: 

EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 

RC Analysis 2: RC Analysis 3: 

Scope: a. Complaint Received 

Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 


Complaint Escalation 
Reopen: 


Reason for Complaint 
Cancellation: 


DDO Flag: No 


Action Type: Referred to Business Unit Person Incharge: 


Action Details: Action Status: Sent 


Completion Date: Risk Level: 


Letter Code Confirmation: Complaint Level: 
Regulator Name: Repeat Complaint: 
Primary Taxonomy: Interest/Rates Secondary Taxonomy: 


Interest Charge - Disagree With 


Tertiary Taxonomy: etant interest hata TCF Flag: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Past Due Indicator: Yes Complaint Flag: 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: 
IDR Due Date: 11Sep2024 User Group: 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 
Product Type Desc: Repeat complaint #: 


Resolution Category: Resolution code: 


L2 


No 


Interest Charge 


No 


Active 


CRO Escalations 


Customer Relations (CAU) 


EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 
. EDR Complaint Received 
scope: Date: 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: Referred to Business Unit Person Incharge: 

Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: 


Interest/Rates Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cufrentintérest Rats TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


AFCA Status: 


Yes 


16Sep2024 


15Aug2024 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Reason for Complaint 
Reopen: 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Other 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: No 


Action Type: Referred to Business Unit Person Incharge: 

Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürrentinterest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External/Regulator Due 


External Reference Number: 
Date: 


Hashtag: Complaint Team: CRO Escalations 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


AFCA Status: 


Reason for Complaint 
Cancellation: 


Stage: RVW 


Action Type: 


Action Details: 


Completion Date: 


Letter Code Confirmation: 


Regulator Name: 


User Id: 


17Sep2024 


15Aug2024 


26Aug2024 


KK65000 


Referred to Business Unit 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: No 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: Other 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Reason for Complaint Complaint Escalation 


Reopen: 
DDO Flag: No 
Date/Time: 16Sep2024/13:32:02 


Person Incharge: 


Action Status: Sent 
Risk Level: 

Complaint Level: L2 
Repeat Complaint: No 


Customer Relations (CAU) 


Primary Taxonomy: 


Tertiary Taxonomy: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Interest/Rates 


Interest Charge - Disagree With 


Current Interest Rate 


Yes 


17Sep2024 


Secondary Taxonomy: 


TCF Flag: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


Interest Charge 


No 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


EDR Complaint Received 


Beene: Date: 

Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 

Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 

IDR Final Response Date: 26Aug2024 LOA Name: 

AFCA Status: Rene enter Complaint Complaint Escalation 

Reopen: 
Reason for Complaint DDO Flag: No 


Cancellation: 


Action Type: Referred to Business Unit Person Incharge: 

Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürrenvinterest Rate TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 


Target Date: Status: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


AFCA Status: 


Reason for Complaint 
Cancellation: 


Yes 


20Sep2024 


15Aug2024 


26Aug2024 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Reason for Complaint 
Reopen: 


DDO Flag: 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Other 


Complaint Escalation 


No 


Action Type: Referred to Business Unit Person Incharge: 

Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 

Regulator Name: Repeat Complaint: No 

Primary Taxonomy: Interest/Rates Secondary Taxonomy: Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Current Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 20Sep2024 User Group: Customer Relations (CAU) 


SLA Failure Reason: Third Party name: 


Decision: 


Person Concerned: 


Error Date: Amountl1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 


Product Type Desc: 


Repeat complaint #: 


Resolution Category: 


Resolution code: 


EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 
. EDR Complaint Received 
scope: Date: 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability 
Indicator: 


Secondary Vulnerability 
Indicator: 


IDR Final Response Date: 


26Aug2024 LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: 


Referred to Business Unit Person Incharge: 


Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: 


Interest/Rates Secondary Taxonomy: 


Interest Charge 


Tertiary Taxonomy: 


Interest Charge - Disagree With TCF Flag: 


No 


Current Interest Rate 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: Yes 


External Reference Number: 


Hashtag: 


IDR Due Date: 20Sep2024 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: Active 


External/Regulator Due 


Date: 
Complaint Team: CRO Escalations 
User Group: Customer Relations (CAU) 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: No 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 


Date: 


Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 
Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 

IDR Final Response Date: 26Aug2024 LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: 


Referred to Business Unit 


Person Incharge: 


Action Details: Action Status: Sent 
Completion Date: Risk Level: 

Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: 


Interest/Rates 


Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cürrent Interest Rate TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 


Past Due Indicator: Yes Complaint Flag: Active 
External Reference Number: ee Bue 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 20Sep2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 
Product Type Desc: Repeat complaint #: 
Resolution Category: Resolution code: 
EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 
Scope: oo Received 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 
Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 
IDR Final Response Date: 26Aug2024 LOA Name: 
AFCA Status: fa for Complaint Complaint Escalation 
Pree DDO Fiag: No 
Stage : RVW User Id: SK33807 Date/Time: 20Sep2024/12:44:20 
Action Type: Phone call to customer Person Incharge: 


Action Details: 


Completion Date: 


Action Status: Completed 


Risk Level: N/A 


Letter Code Confirmation: Complaint Level: 


Regulator Name: Repeat Complaint: 


Primary Taxonomy: Interest/Rates Secondary Taxonomy: 


Interest Charge - Disagree With 


Tertiary Taxonomy: etant interest hata TCF Flag: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Past Due Indicator: Yes Complaint Flag: 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: 
IDR Due Date: 23Sep2024 User Group: 
SLA Failure Reason: Third Party name: 
Decision: Person Concerned: 
Error Date: Amount1: 
Categoryl1: Amount2: 
Category2: Product Group Desc: 
Product Type Desc: Repeat complaint #: 


Resolution Category: Resolution code: 


L2 


No 


Interest Charge 


No 


Active 


CRO Escalations 


Customer Relations (CAU) 


EDR Response Sent Date: High Risk: No 
Improvement Opportunity: RC Analysis 1: 
RC Analysis 2: RC Analysis 3: 
Scope: Ra Complaint Received 
Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 
Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 
IDR Final Response Date: 26Aug2024 LOA Name: 


AFCA Status: 


Reason for Complaint 
Reopen: 


Complaint Escalation 


Reason for Complaint 
Cancellation: 


DDO Flag: 


No 


Action Type: Phone call to customer Person Incharge: 

Action Details: Action Status: Completed 
Completion Date: Risk Level: N/A 
Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: 


Interest/Rates Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Cufrentintérest Rats TCF Flag: No 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Dept Id: 


Target Date: 


Past Due Indicator: 


External Reference Number: 


Hashtag: 


IDR Due Date: 


SLA Failure Reason: 


Decision: 


Error Date: 


Categoryl1: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 


AFCA Status: 


Yes 


23Sep2024 


15Aug2024 


26Aug2024 


Attn Id: 


Status: 


Attn Id: 


Status: 


Attn Id: 


Status: 


Complaint Flag: 


External/Regulator Due 
Date: 


Complaint Team: 


User Group: 


Third Party name: 


Person Concerned: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 
Date: 


Acknowledgement Channel: 


Secondary Vulnerability 
Indicator: 


LOA Name: 


Reason for Complaint 
Reopen: 


Active 


CRO Escalations 


Customer Relations (CAU) 


No 


Other 


Complaint Escalation 


Reason for Complaint 


DDO Flag: 
Cancellation: O Flag 


No 


Action Type: Phone call to customer Person Incharge: 


Action Details: Action Status: Completed 
Completion Date: Risk Level: N/A 
Letter Code Confirmation: Complaint Level: L2 
Regulator Name: Repeat Complaint: No 


Primary Taxonomy: Interest/Rates Secondary Taxonomy: 


Interest Charge 


Interest Charge - Disagree With 


Tertiary Taxonomy: Currant Interest Rate TCF Flag: No 
Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Dept Id: Attn Id: 

Target Date: Status: 

Past Due Indicator: Yes Complaint Flag: Active 


External/Regulator Due 


External Reference Number: 
Date: 


Hashtag: Complaint Team: 


CRO Escalations 


IDR Due Date: 23Sep2024 User Group: 


Customer Relations (CAU) 


SLA Failure Reason: Third Party name: 


Decision: Person Concerned: 


Error Date: 


Categoryl: 


Category2: 


Product Type Desc: 


Resolution Category: 


EDR Response Sent Date: 


Improvement Opportunity: 


RC Analysis 2: 


Scope: 


Acknowledgement Date: 15Aug2024 


Primary Vulnerability 
Indicator: 


IDR Final Response Date: 26Aug2024 


AFCA Status: 


Reason for Complaint 
Cancellation: 


Stage: RVW User Id: SK33807 
Action Type: Case Finalisation & Closure 
Action Details: Closure 
Completion Date: 23Sep2024 


Letter Code Confirmation: 


Regulator Name: 


Primary Taxonomy: Interest/Rates 


Interest Charge - Disagree With 


Tertiary Taxonomy: 
y y Current Interest Rate 


Dept Id: 


Amount1: 


Amount2: 


Product Group Desc: 


Repeat complaint #: 


Resolution code: 


High Risk: 


RC Analysis 1: 


RC Analysis 3: 


EDR Complaint Received 


Date: 


Acknowledgement Channel: 


Secondary Vulnerability 


Indicator: 


LOA Name: 


Reason for Complaint 


No 


Other 


Complaint Escalation 


Reopen: 
DDO Flag: No 
Date/Time: 23Sep2024/12:27:14 
Person Incharge: Salima 
Action Status: Completed 
Risk Level: N/A 
Complaint Level: L2 
Repeat Complaint: Yes 


Secondary Taxonomy: 


TCF Flag: 


Attn Id: 


Interest Charge 


Yes 


Target Date: Status: 


Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Dept Id: Attn Id: 
Target Date: Status: 
Past Due Indicator: Yes Complaint Flag: Resolved 


External Reference Number: External/Regulator Due 


Date: 
Hashtag: Complaint Team: CRO Escalations 
IDR Due Date: 23Sep2024 User Group: Customer Relations (CAU) 
SLA Failure Reason: L101 - CRU Internal Third Party name: - 


CHWO - Customer Happy with 


Decision: oume Person Concerned: 

Error Date: O01jJan0001 Amountl1: 

Category1: 2 Amount2: 

Category2: - Product Group Desc: Cards 

Product Type Desc: Coles - No Annual Fee Platinum Repeat complaint #: NA 

Resolution Category: FC - In favour of customer Resolution code: a ea 
EDR Response Sent Date: High Risk: No 

Improvement Opportunity: Yes RC Analysis 1: CE03 - Our Communication 
RC Analysis 2: RC Analysis 3: 

Scope: INT - Internal EDR Complaint Received 


Date: 


Acknowledgement Date: 15Aug2024 Acknowledgement Channel: Other 


Primary Vulnerability Secondary Vulnerability 
Indicator: Indicator: 
IDR Final Response Date: 26Aug2024 LOA Name: 


Reason for Complaint 


AFCA Status: 
Reopen: 


Complaint Escalation 


Reason for Complaint 


Cancellation: DDO Flag: No 


Comments [PC92239 ][Perez Camille][200 - DEBT MANAGEMENT SOLUTIONS] 
[2024-08-14 10:37:17] :DMS_IC| fullyid+recadv| cm called in sd that he want to set 
up a payment arrgnt of $10/wk via BPAY| cm unable to hear properly, try to adjust 
cm ok to hear| cm confirmed do not want to proceed with hsp, cm aware that 
account already c-off, cm sd that citi will take responsibility on his accnt| cm sd he 
do not want to repeat himself , cm mention case on AFCA| accnt currently on CSC 
13, tried to refer to DRY team to arrange payment plan, DRY declined since 
account in CSC13, adv it will be handle by complaints team| get back to cm, he is 
upset that he is being transferred from diff department to another,apologize that 
he got misrouted| cm ask if he will be charge with interest, adv that accnt already 
c-off no longer accruing int| offer to call him back within 24-48 hrs from complaints 
team cm not ok, sd that it will cost him, cm sd that this was already referred to 
AFCA twice & this will be the 3rd time | cm hu | will refer account to complaints 
team & request for cb on mobile#: 0402750676 


[PC92239 ][Perez Camille][200 - DEBT MANAGEMENT SOLUTIONS][2024-08-14 
10:37:23] :DMS_IC| fullyid+recadv| cm called in sd that he want to set up a 
payment arrgnt of $10/wk via BPAY| cm unable to hear properly, try to adjust cm 
ok to hear| cm confirmed do not want to proceed with hsp, cm aware that account 
already c-off, cm sd that citi will take responsibility on his accnt| cm sd he do not 
want to repeat himself , cm mention case on AFCA| accnt currently on CSC 13, 
tried to refer to DRY team to arrange payment plan, DRY declined since account in 
CSC13, adv it will be handle by complaints team| get back to cm, he is upset that 
he is being transferred from diff department to another,apologize that he got 
misrouted| cm ask if he will be charge with interest, adv that accnt already c-off no 
longer accruing int| offer to call him back within 24-48 hrs from complaints team 
cm not ok, sd that it will cost him, cm sd that this was already referred to AFCA 
twice & this will be the 3rd time | cm hu | will refer account to complaints team & 
request for cb on mobile#: 0402750676 


[MA56334 ][Marlou Alcala][475 - Citiphone (Citibank) ][2024-08-17 05:15:42] :SMS 
ACK SENT 8/15/2024 

[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS][2024- 
08-19 16:25:09] :DATE: 19/08/2024 


STATUS: Case update 


INTERACTION TYPE: OB Call / Investigation / Peer review 


INTERACTION DETAILS: I called the customer to acknowledge the complaint but 
he was upset about our past communication. He's after some information which he 
says has not been provided despite multiple requests. I advised that i would send 
him the information tomorrow and see in addition to confirmation that we are 
willing to accept the proposed payment arrangement as per confirmation from Jess 
on teams. 


[4:22 PM] Grech, Jessica [DIV-AUS NE] 

ah i see 

We can get a PTP booked in for the customer we would require amount, date and 
frequency. 

Please note the customers account is in DNC and no email so if this breaks we will 
not have an ability to call the customer to reinstate the PTP again. 

I have also promised to send him an old statement which he can refer to for 
payment details. 


Customer has given a deadline saying if he doesn't have the information by EOD 
Friday, he will raise another complaint with AFCA. 


NEXT ACTION DATE & INTERACTION REQUIRED: 20/08 - Mail the information 
requested by customer, payments, statement and confirmation of PTP 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS][2024- 
08-20 12:51:08] :DATE: 20/08/2024 


STATUS: Case update 
INTERACTION TYPE: Mailing information to customer 


INTERACTION DETAILS: Sent the RG response, payments details and the total 
payments received on the account post AFCA complaint. I have also shared 
confirmation that default will automatically drop off after 05 years as per 
confirmation received from Rio. 


NEXT ACTION DATE & INTERACTION REQUIRED: 23/08 - Call customer to 
confirm commencement date after 02 days to make sure letter has been received. 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS][2024- 
08-23 13:17:39] :DATE: 23/08/2024 


STATUS: Case update 
INTERACTION TYPE: OB Call 


INTERACTION DETAILS: Called the customer to confirm that he has received the 
information I mailed on Monday but he said he hadn't. He says he will check hi 
mailbox again today, am assuming it came yesterday and he hasn't got a chance to 
see it. 


I will attempt another call to confirm and if not, will reach out to the team at level 
03 to understand if the information was mailed. I have advised customer that 
arrangement was agreed to and that default should be off his report now as 


confirmed by Rio. I have also advised that there will be no collection activity given 
account's in complaint now. 


NEXT ACTION DATE & INTERACTION REQUIRED:26/08 - Call customer to 
confirm that info was received. 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
08-26 11:51:28] :DATE: 26/08/2024 


STATUS: Case update 

INTERACTION TYPE: OB Call / Mailing documents 

INTERACTION DETAILS: Called customer to confirm if docs were received, he 
advised that he doesn't receive mail to his residential address and it should have 
been sent to his P.O Box, I apologised to customer as I was unaware of these 


details at the time of mailing documents. 


I have mailed the RG response to his P 0 Box as requested - 02 01005 83875 30060 
40996. 


NEXT ACTION DATE & INTERACTION REQUIRED: 30/08 - Awaiting customer's 
response 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
08-30 14:32:53] :DATE: 30/08/2024 


STATUS: Case update 

INTERACTION TYPE: OB Call / Investigation 

INTERACTION DETAILS: Called the customer to check if he received the 
information sent. Customer instead pivoted on the call claiming I did not provide 
the information he requested for. I explained that I shared a statement that had 
payment details but he claimed that he had asked for billing details to bill us for 
poor experience. 

That's when it dawned on me that he was requesting compensation. In my view, 
we've done nothing wrong to justify compensation but I've looked at this customer 
and he is a repeat complainant.. between 2019 to date, he has raised 06 
complaints, 04 of which have been ruled in our favor at AFCA. 


In the AFCA case last year, we offered customer a DW but he declined it, will try 
and see if we can still offer this to customer in an effort to resolve the complaint. 


I am going to discuss this will T/L before sharing final response with customer 


NEXT ACTION DATE & INTERACTION REQUIRED: 05/06 - Peer review with TL 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 


09-05 11:27:27] :DATE: 05/09/2024 
STATUS: Case update 
INTERACTION TYPE: OB Call ? Peer review / Business referral 


INTERACTION DETAILS: Called the customer to offer a DW as extended in the 
past but he was difficult again, requesting for call transcripts which we are unable 
to provide and not wanting to be called on a recorded line. I offered to send mail to 
his address with the details of what i wanted to discuss today but he was upset and 
raising his voice that i lied about sending him mail, which he had confirmed 
receiving last week 


I asked if he would consider a DW in an effort to resolve the complaint. He agreed 
but declined to sign an RA. I reached out to T/L recommending that we process the 
DW regardless of the RA in order to put an end to the relationship because all the 
customer does is raise complaints as opposed to making payments on the account. 


Business referral sent to Jess for account to be discontinued. 


NEXT ACTION DATE & INTERACTION REQUIRED: 09/09 - Awaiting business 
response 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
09-09 09:49:26] :DATE: 09/09/2024 


STATUS: Case update 
INTERACTION TYPE: Email correspondence 


INTERACTION DETAILS: Requested for recoveries team to discontinue account 
and provide account discontinuation letter. I have also arranged for the call 
recording and will request collections to provide a transcript of the call to be 
shared with the customer in relation to the debt waiver and settlement of this 
complaint in the hopes that we wont have to deal with any other complaints raised 
by this customer. 


NEXT ACTION DATE & INTERACTION REQUIRED: 11/09 - Awaiting business 
response 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
09-11 13:53:04] :DATE: 11/09/2024 


STATUS: Case update 

INTERACTION TYPE: Email correspondence 

INTERACTION DETAILS: Received confirmation that account has been 
discontinued, I have asked the recoveries team to share the EF1 letter so this can 


be mailed to the customer. I have also requested the quality team to share the call 
transcript to be shared with the customer as well. 


Once I have all these, I will arrange to mail our final response and close the case. 


NEXT ACTION DATE & INTERACTION REQUIRED: 16/09 - Send final 
correspondence / close case 


[KK65000 ][Kiran Keswani][121 - Customer Advocacy Unit][2024-09-16 
11:26:58] :Action Taken: Spoke to TL (Kruti) and updated the IDT Final response 
date to 26 August 2024 as the response was sent to CM on that day by Salima. 
Also sent a follow-up email to business for the EFC! letter and call recording 


NEXT ACTION DATE & INTERACTION REQUIRED: 17/09 - Awaiting business 
response 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
09-17 10:22:41] :DATE: 17/09/2024 


STATUS: Case update 
INTERACTION TYPE: Business follow up 


INTERACTION DETAILS: Email sent to quality team to follow up on request for a 
transcript. 


NEXT ACTION DATE & INTERACTION REQUIRED: 20/09 - To mail documents to 
customer and close case 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
09-20 12:42:45] :DATE: 20/09/2024 


STATUS: Case update 

INTERACTION TYPE: OB Call / Email correspondence 

INTERACTION DETAILS: Called customer to handle the SHR requirement for 
transcript request but he was happy with us discontinuing the account and advised 
that there will be no need to share a transcript. I have sent an email to QA team to 
confirm same and will issue customer a complaint closure letter to inform him that 


case is closed which he has agreed to. 


NEXT ACTION DATE & INTERACTION REQUIRED: 23/ 09 - Send complaint 
closure letter 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
09-23 11:33:04] :DATE: 23/09/2024 


STATUS: Case update / Case closure 


INTERACTION TYPE: Letter to customer 


INTERACTION DETAILS: Case closure letter mailed to customer's records as 
agreed to confirm that complaint has been closed. 


NEXT ACTION DATE & INTERACTION REQUIRED: Case to be closed. 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS][2024- 
09-23 12:27:15] :Customer service experience 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS][2024- 
09-23 12:27:15] :Customer dissatisfied with actioning of his request for 
information. Identified that customer is a repeat complainant and has a history of 
raising bogus concerns. Customer has raised a total of 056 complaints between 
2018 to date. 04 of them have escalated to determination at AFCA. I endorsed a 
debt waiver which customer agreed to. 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS][2024- 
09-23 12:27:15] :Confirmation has been shared with the customer and a case 
closure letter issued in agreement with him for complaint to be closed. Case will 
be closed.Confirmation has been shared with the customer and a case closure 
letter issued in agreement with him for complaint to be closed. Case will be closed. 


[SK33807 ][Salima Kyomuhendo][200 - DEBT MANAGEMENT SOLUTIONS ][2024- 
09-23 12:19:54] :Mail sent - 02 01000 16625 30060 30997 


